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Abstract 
 
The analysis of the internal evaluations regarding the assessment of the quality of the education system by the 
students is a tool that stimulates the improvement of the curricula. Our study aims to put into evidence the results of the 
interpretation of expectations - perception matrix perception, concerning the tangible elements included in the present 
analysis. Although in the first year of studies there are high expectations regarding the quality of the educational spaces 
(Q2), the provision of equipment (Q3) and the competence of the teachers (Q4), the perceptions are only satisfactory. 
Regarding the book offer (Q4), the situation is different. Although there were modest expectations, the perception is very 
good. The expectation-perceptions matrix that reflects the opinions of the 4th year students regarding the component 
tangible elements of the learning process highlights that at the end of the studies there is a concordance between the initial 
expectations and perceptions, for 50% of the considered attributes. 
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1. Introduction  
 
The feedback obtained from the internal 
assessments regarding the assessment of the quality 
of the educational system by the students is a tool that 
stimulates the continuous improvement, the increase 
of the teaching level, the completion of the 
information provided to the students, the adaptation 
of the teaching materials to the latest news in the field 
corresponding to each teacher, respectively study 
program [1, 5]. 
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The evaluation is intended to be a clear picture 
of the reality perceived by the clients, in the case of 
our analysis the students, respectively the future 
graduates [3, 4, 7]. 
SERVQUAL is recognized by specialists in 
the field as an important tool used in measuring the 
quality of services by consumers. Structurally, this 
model has two basic components: 
- component - Expectations: this is structured 
on 22 lines containing statements that express what 
customers expect to receive throughout the period 
they are customers. These expectations are expressed 
before the period when the customer has contacted 
the service provider, so the expectations can be 
determined based on influences received from 
external factors that the customers are in contact with. 
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They may also involve emotional - 
psychological factors. 
- component - Perceptions: this is structured 
on the 22 lines, as in the expectations component, 
with the difference that within this component the 
clients will express the impression that they have 
after providing the services by the institution with 
which they collaborate. 
Each input line is evaluated on a Likert scale 
from 1 to 7 (Table 1). 
 
 
Table 1. The evaluation pattern according to Likert scheme 
 
Component Assessment scale - Likert 
1 ... 7 
Expectations It is not essential ... Absolutely essential 
Perceptions Total disagreement ... Total agreement 
  
 
The input lines of each component are 
grouped specifically (Fig. 1). 
This structure does not have a standard format 
in terms of input lines on each element. The 
difference obtained from the formula: 
 
𝑆𝑒𝑟𝑣𝑖𝑐𝑒𝑠 𝑞𝑢𝑎𝑙𝑖𝑡𝑦 = 𝑃𝑒𝑟𝑐𝑒𝑝𝑡𝑖𝑜𝑛𝑠 − 𝐸𝑥𝑝𝑒𝑐𝑡𝑎𝑛𝑐𝑒𝑠 
 
will provide the quality level of the services of the 
provider, quantified by the client, that is the quality 
level of the educational system provided by our 
university to our most important clients - students [2]. 
Scores can range from -7 to +7. Higher 
positive values mark an optimal quality of services,  
 
while a lower negative value mark a low quality with 
various deficiencies.  
It is important the value on each item has it 
separately as well as the overall value. Thus the 
overall value can be satisfying, and an item's value 
suggests a deficiency that is generally lost, but in 
particular it is important. Identifying deficiencies at 
the question level is important because it thus 
provides the opportunity for timely improvement of 
the service [6]. 
Our study aims to put into evidence the results 
of the interpretation of expectations - perception 
matrix perception, concerning the tangible elements 
included in the present analysis. 
 
 
 
 
 
 
 
Figure 1. The grouping pattern on Likert scheme 
Questionnaire: 
Expectances
Perceptions
Tangible 
elements
1 - 4
Fiability 5 - 9
Receptivity 10 - 13
Competence 14 - 18
Empathy 19 - 22
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2. Material and Method  
 
The study was conducted using the results of 
applying the SERVQUAL questionnaire, for the 
years of study II and IV, in 2018 for the students of 
the specialization Environmental Engineering, 
USAMV Cluj-Napoca, regarding the aspect tangible 
elements. They concern: the quality of educational 
spaces (Q1), the provision of equipment (Q2), the 
competence of the teachers (Q3) and the book offer 
(Q4). Based on the data, the perceptions - 
expectations matrix was prepared. 
 
3. Results and Discussions  
 
The analysis of the expectation-perceptions 
matrix regarding the component of the tangible 
elements of the learning process (Fig. 2), shows that 
although in the first year of studies there are high 
expectations regarding the quality of the educational 
spaces (Q2), the provision of equipment (Q3) and 
teacher competence (Q4), perceptions are only 
satisfactory. Regarding the book offer (Q4), the 
situation is different. Although there were modest 
expectations, the perception is very good. 
The classification of most indicators (Q1-Q3) 
in the dimension "High expectations, satisfactory 
perception" can be explained by the lack of 
experience of the students at the beginning of the 
studies. This caused them to make very high 
expectations, and the existing situation at the 
infrastructure level did not correspond to the initial 
requirements. 
The dimension "Low expectations, very good 
perception" contains a single indicator (Q4), which 
concerns the book offer of the USAMV library Cluj-
Napoca. This situation may be due to the fact that, 
initially, the students, not being familiar with the 
specific system of higher education, did not consider 
that the library is a priority in their educational 
process, consequently their expectations were 
reduced.  
During the course, they realized the 
importance of a well-equipped university library, 
which has the latest scientific titles and, as a result, 
their perception was very good. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                                                                                                   Expectations 
 
 
Note 1: Q1–Teaching staff is well trained and have an appropriate atitude; Q2–Teaching spaces are modern, at high standards; Q3–Up 
to date equipment and technologies; Q4–The library has a rich offer of up to date books. 
 
Figure 1. The matrix perceptions – expectations applied to the components of the SERVQUAL characteristic – 
Tangible elements, concerning the students expectations from the teaching process,  
after completion of the IInd year of study 
 
P
ercep
ţii 
5.3
5.35
5.4
5.45
5.5
5.55
5.6
5.65
5.7
5.75
5.25 5.3 5.35 5.4 5.45 5.5 5.55 5.6
Q4 
Q1 
Q2 
Q3 
Reduced expectations 
Very good perception 
Great expectations 
Very good perception 
Reduced expectations 
Very bad perception 
Great expectations 
Very badperception 
344 
DÎRJAN Sorina and Ioana ROMAN/ProEnvironment 12(2019) 342-346 
 
The expectation-perceptions matrix that 
reflects the opinions of the 4th year students 
regarding the component tangible elements of the 
learning process (Fig. 2), shows that at the end of the 
studies there is a concordance between the initial 
expectations and perceptions, for 50% of the 
considered attributes.  
This assertion is confirmed by the positioning 
of the Q3 and Q4 indicators corresponding to the 
equipments and the endowment of the library 
respectively in the "High expectations, very good 
perception" dials, and respectively "Low 
expectations, satisfactory perception". The mismatch 
between expectations and perceptions is recorded for 
the attribute - Preparation and retention of teachers 
(Q1) and attribute - Spaces dedicated to teaching 
activities (Q2) for which although there were high 
expectations, perceptions are only satisfactory, as 
shown by the location of the indicator in the dial 
"High expectations, satisfactory perception" (Fig. 2). 
The inclusion of indicators Q1 and Q2 in the 
dimension "High expectations, satisfactory 
perception", corresponding to the perception of the 
students at the end of the studies, suggests the need 
to increase the university's effort in the direction of 
improving the attributes.  
The indicator (Q4) included in the dimension 
"Low expectations, satisfactory perception" 
corresponding to the book offer of the USAMV 
library Cluj-Napoca, reflects the low importance of 
the individual study in the perception of the students 
of the final years, although in the second year of 
studies, there is a single, higher perception 
expectations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note 1: Q1–Teaching staff is well trained and have an appropriate atitude; Q2–Teaching spaces are modern, at high standards; Q3–Up 
to date equipment and technologies; Q4–The library has a rich offer of up to date books. 
 
 
Figure 2. The matrix perceptions-expectations applied to the components of the SERVQUAL characteristic-Tangible 
elements, concerning the students expectations from the teaching process, after graduation, the IVth year of study 
 
For a single indicator (Q3- Endowment with 
latest equipment and technologies), perceptions are 
in line with expectations (Fig. 7.7), which reflects 
the very good endowment with state-of-the-art 
equipment and technology, existing in USAMV 
Cluj-Napoca. The results of the study of Tangible 
Elemets are based on the fact that quality assurance 
of the teaching act is a priority in USAMV Cluj-
Napoca. The teachers are in a continuous 
competition to continuously increase their level of 
preparation. Since 2008, a self-assessment system 
has been implemented which represents a barometer 
of the internal hierarchy. It is possible that this 
aspect also helped to obtain the results. Moreover, 
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the employment is based on performance criteria, so 
the department managers aim to ensure an 
intellectual performance climate. 
The spaces dedicated to education are in 
continuous improvement. One aspect that still does 
not meet the standards desired by the teachers is the 
university library. This aspect may have contributed 
to the fact that perceptions are still slightly negative. 
This aspect will be remedied in the next academic 
year, when the new library will be put into 
operation. There will be a library with all the 
necessary facilities so that the students have much 
better study conditions.  
They will have state-of-the-art multiplication 
equipment, access to online books databases, as 
well as the classic print book formats. 
 
 
4. Conclusions  
 
The present study highlights the fact that 
although in the first year of studies there are high 
expectations regarding the quality of the 
educational spaces (Q2), the provision of equipment 
(Q3) and the competence of the teachers (Q4), the 
perceptions are only satisfactory. Regarding the 
book offer (Q4), the situation is different. Although 
there were modest expectations, the perception is 
very good.  
The expectation-perceptions matrix that 
reflects the opinions of the 4th year students 
regarding  the  component  tangible elements of  the 
 
 
 
learning process shows that at the end of the studies 
there is a concordance between the initial 
expectations and perceptions, for 50% of the 
considered attributes. 
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